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31ossary of terms 
t Geographic Business Units (GBUs): Organization 
Re-design established the geographic business units 
as the primary axis for the company's day-to-day 
operations. The GBU structure aligns key functions and 
accountabilities against geographic markets, allowing 
us to capture economies of scale and move key 
processes closer to our customers and providers. 
This is the tenth in a special series of Profile dedi­
cated to Organization Re-design. These Profiles focus 
on the re-design efforts of each business unit and 
special projects under way as part of implementation. 
To date we've featured: Geographic Business Units, 
profile ....... \\\)lr �t.Gs•· .,.,,.o- .· 
published by the Public Relations/Corporate Communications 
ivision for the employees of Blue Cross and Blue Shield of Florida. 
• Integrators: A champion for the business unit (i.e., 
Health Care Services, GBUs, etc.) within the Human 
Resources Division; serves as the primary point of 
contact in HR for the business units. Integrators are 
accountable for ensuring the delivery of HR services 
and programs to support business objectives of the 
business unit. 
Operations, Marketing, Legal Affairs, Finance, 
Information Technology, Health C are Services, 
Performance Management and Diversified Business. 
We invite your comments to let us know how 
we're doing. 
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Human Resources re-designed 
to support GBUs, business areas 
A s with the rest of the organization, Human 
1-\Resources (HR) is making many significant 
changes as a result of the organization's re-design. 
HR implemented a new organizational structure that 
not only supports the company's geographic business 
value to the company and one in which HR would 
truly become partners with the business areas. 
Before deciding on how to re-design, HR asked 
other business areas how HR could better meet their 
needs. The business areas said they wanted HR to 
unit (GBU) structure, it also enhances the divi-
, 
\ \ � 
�� 
� · 
sion's ability to meet the needs of other 
business areas. 
\ O N have a deeper understanding of what they are H E , trying to accomplish, and their strategies 
As a result of Organization Re­
design, HR has: 
• Created an organizational 
structure designed to be 
more effective in delivering 
services; 
• Developed positions called 
HR integrators; and 
• Identified three major processes 
for improvement. 
�· 
"These changes allow us to consolidate 
and use our human resources knowledge and expertise 
to meet the urgent, complex demands facing the com­
pany," says Catherine Kelly, senior vice president of 
Human Resources. 
Client input sought for HR structure design 
Previously, HR was viewed as an administrative 
arm of the corporation. It had a silo-based structure that 
handled four major functions: employment and 
employee relations; compensation and benefits; organiza­
tion development and training; and human resources 
strategy and planning. 
During re-design, HR considered a number of 
organizational structures to determine the best way to 
meet the company's business needs. Specifically, HR 
wanted to develop a structure that would add more 
/) � and goals. They also asked for new 
.f'/ human resources programs that would 
� better meet those strategies and goals 
� and to have input into developing 
those programs. 
In addition, the business areas 
said they needed help with day-to­
day operational human resources 
functions, such as hiring, salary 
administration, training, and counsel­
ing. And finally, they asked for assistance 
with change management. The business areas 
stated they wanted help for employees at all levels of 
the organization who are dealing with the constant 
change that is part of our business because of the com­
petitive health care environment in Florida. 
Shared services model chosen 
To better meet the needs identified by the business 
areas, HR chose the shared services organization 
design. Many major corporations - including Hewlett 
Packard, Chevron and Charles Schwab - use this 
design. The shared services design not only simplifies 
the division's structure, it also: 
• combines similar competencies into like areas; 
• places activities and functions close to the 
source to minimize organizational distance; 
Continued on page 2. 
HR re-design focuses on partners 
Continued from page 1. 
• facilitates relationships with business partners, 
customers and vendors; 
• captures economies of scale; 
• minimizes the duplication and overlapping 
of functions; 
• streamlines planning and approval processes; 
and 
• provides a single point-of-contact for 
customers. 
cost effective, high-quality human resources services; 
measuring its performance in meeting client needs; and 
providing leadership for continuous improvement. 
"The shared services model enables us to better 
serve our business partners, corporate staff and the 
GBUs," says Kelly. "It allows us to work as though we 
are a consulting service that provides high-value, cost 
effective services that meet our business partners' needs 
and to focus on the true paying customer." 
HR developed its purpose state­
ment to reflect its redesign stating: 
In partnership with employees and 
all levels of management, the Human 
Resources Group will ensure our 
human organization is capable of win­
ning in the marketplace. Human 
Resources will serve the corporation by 
providing the following: 
SHARED SERVICES MODEL 
To better meet the needs identified by the business areas, HR chose the shared 
services organization design. 
• Strategic consultation on the 
management of human capital; 
• Administrative expertise on 
human resources issues; 
• Change management and facilita­
tion; and 
• Stewardship of employee well 
being and quality of life. 
HR views the company and busi­
ness areas as its clients and will part­
ner with clients to meet their needs. 
HR will fulfill its purpose by being 





Places activities and 
functions close to the 
source to minimalize 
organizational distance. 
Facilitates relationships 





Minimizes the duplication 
and overlapping of 
functions; streamlines 
planning and approval 
processes. 
Provides a single 
point-of-contact for 
customers. 
HR strives to improve processes 
D
uring re-design, Human Resources (HR) identi­
fied three major processes for improvement: 
selection and hiring; compensation and benefits; 
and training and development. Because of the 
company's business transformation and change 
efforts, HR' s top priority this year is to improve 
the selection and hiring processes. 
HR is now working on developing and imple­
menting an improved hiring and selection process to 
provide the company with streamlined, more efficient 
2 
methods of identifying, hiring and placing qualified 
candidates. This improved process will help ensure 
that the company hires the right people with the right 
competencies for the right jobs at the right time. 
As part of this effort, HR has implemented 
Resumix, a resume-scanning capability. Resumix builds 
a data base of resumes of both current employees and 
outside applicants that helps match competencies with 
positions. In addition, HR recently created a page on 
the Internet specifically for recruiting. 
Human Resources organization structure 
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Five areas established to meet client needs 
Once the shared services model was selected, Human Resources (HR) worked to align like 
functions and develop new functions and roles to meet 
the needs of the corporation. The division reorganized 
into the following five areas: HR Integrators; Service 
Center and Business Support; Program Development 
and Consulting Services; Organization Development 
Consulting; and HR Strategy, Planning and Policy. 
HR Integrators 
HR integrators, which are new positions created 
during re-design, maintain client relations with key 
functional areas and the geographic business units 
(GBUs). Integrators are seasoned, knowledgeable HR 
professionals with extensive business knowledge 
assigned to multiple areas. They work closely with 
their assigned business units to gain and, where 
needed, create an in-depth understanding of their 
clients' needs and determine how HR can best support 
them in achieving their business strategies. 
Integrators are physically located within their 
respective client areas and bring an HR perspective to 
the area by serving as members of the business areas' 
include: variable compensation, critical business com­
petency identification and development; continuous 
quality improvement and alternative staffing approaches. 
Service Center and Business Support 
The Service Center and Business Support area 
performs all day-to-day HR operations in partner­
ship with and in support of the business areas. This 
group delivers services such as recruiting, employee 
relations assistance, training, salary and benefits 
administration, employee change notification updates 
(i.e., promotions, pay changes, address changes, etc.), 
employment verification, relocation, and temporary 
agency contracts. In other words, this unit implements 
and manages the programs designed by the Program 
Development and Consulting area with business partners. 
Organizational Development Consulting 
Organizational Development Consulting supports 
executive and organizational development through 
such corporate-wide initiatives as management devel­
opment, organizational effectiveness, change manage­
ment and team building. 
Continued on page 4. 
leadership teams. They also provide a single 
point-of-contact within each business area to 
ensure delivery of human resources programs 
and services that support clients' business 
goals. The following five integrators serve the 
areas indicated: 
FIVE AREAS ESTABLISHED 
TO MEET CLIENT NEEDS 
Mary Andrysiak - Health Care Services 
and Marketing 
Lynn Capaldo - South GBU 
(based in Miami) 
Marvin Clark - North and Central GBUs 
Open - Information Technology and 
Capability Development 
Deborah Williams - GBU Operations 
and Finance 
Joe Cannon, director, functions as the HR 
integrator for Government Programs with a 
dotted line reporting to Human Resources. 
Program Development and Consulting 
Staff in the Program Development and 
Consulting area design programs and services 
to meet the changing business needs of the 
organization. They also provide consulting 
services to the business areas. Teams with 
expertise in major human resource functions, 
along with staff from the business units, jointly 
develop, design or enhance HR programs as 
needed. Current programs in development 
HR Integrators-New positions created during re-design, they 
maintain client relations with key functional areas and the GBUs to 
create an in-depth understanding of their clients' needs to determine 
how HR can best support them in achieving their business strategies. 
Program Development and Consulting-Staff in 
this area design programs and services to meet the changing business 
needs of the organization. 
Service Center and Business Support-Delivers 
services such as recruiting, employee relations, training, salary and 
benefits administration, employee change notification updates, employee 
...;;: .. -. verification, relocation and temporary agency contracts. 
3 
Organizational Development Consulting­
Supports executive and organizational development through such 
corporate-wide initiatives as management development, organizational 
effectiveness, change management and team building. 
HR Strategy, Planning and Policy-Focuses on the 
corporate-wide HR strategies and policies that help achieve business 
results, as well as divisional performance measurements, reporting and 
analysis to enable management decision making on HR issues. 
Planning for 
H uman Resources (HR) is looking to1 
ensure that BCBSF has the skilled 
need to meet our goals by addressing 
significant workforce-related challeng 
company. The national and Florida labo 
tight, and the success and growth 
of company will be limited unless 
we develop alternative staffing 
methods. In addition, work at 
BCBSF is becoming more complex, 
and employees are increasingly 
being called upon to develop and 
use new skills. 
"It's crucial that we develop our 
existing workforce and ensure that 
we match the right applicants with 
the right position," says Brian 
Mickley, director of the HR Service Cent 
Support. "Our current employees and th 
New HR mod! 
Under the new Human Resources (HF vices organization, all areas of HRD 
high-level of support to the geographic 1 
(GBUs). For example, HR integrators ar� 
to each of the GBUs to help with such is 
resources strategy implementation and , 
service levels. The integrators take infor: 
issues to the GBUs and bring informatio 
Areas meet client 
Continued from page 3. 
HR Strategy, Planning and Policy 
HR Strategy, Planning and Policy f, 
development of corporate-wide human re 
gies and policies that help achieve busines 
unit also oversees HR divisional perform 
ments, reporting and analysis to facilitat 
decision making on human resources is 
support in partnership with Information 1 
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-iuman Resources re-designed 
o support GBUs, business areas 
f\. s with the rest of the organization, Human 
-\Resources (HR) is making many significant 
1anges as a result of the organization's re-design. 
:R implemented a new organizational structure that 
at only supports the company's geographic business 
nit (GBU) structure, it also enhances the divi- '\ \ O N 
on's ability to meet the needs of other 
\ \ � usiness areas. � 
As a result of Organization Re- <::, � . 
esign, HR has: �. 
• Created an organizational 
structure designed to be 
more effective in delivering 
services; 
• Developed positions called 
HR integrators; and 
• Identified three major processes 
for improvement. 
"These changes allow us to consolidate 
1d use our human resources knowledge and expertise 
, meet the urgent, complex demands facing the com-
my," says Catherine Kelly, senior vice president of 
uman Resources. 
lient input sought for HR structure design 
Previously, HR was viewed as an administrative 
m of the corporation. It had a silo-based structure that 
rndled four major functions: employment and 
nployee relations; compensation and benefits; organiza­
Jn development and training; and human resources 
rategy and planning. 
During re-design, HR considered a number of 
·ganizational structures to determine the best way to 
eet the company's business needs. Specifically, HR 
anted to develop a structure that would add more 
value to the company and one in which HR would 
truly become partners with the business areas. 
Before deciding on how to re-design, HR asked 
other business areas how HR could better meet their 
needs. The business areas said they wanted HR to 
have a deeper understanding of what they are 
H E _ trying to accomplish, and their strategies 
I)� and goals. They also asked for new 
..r,,,,, human resources programs that would 
6> better meet those strategies and goals 
� and to have input into developing 
those programs. 
In addition, the business areas 
said they needed help with day-to­
day operational human resources 
functions, such as hiring, salary 
administration, training, and counsel­
ing. And finally, they asked for assistance 
with change management. The business areas 
stated they wanted help for employees at all levels of 
the organization who are dealing with the constant 
change that is part of our business because of the com­
petitive health care environment in Florida. 
Shared services model chosen 
To better meet the needs identified by the business 
areas, HR chose the shared services organization 
design. Many major corporations - including Hewlett 
Packard, Chevron and Charles Schwab - use this 
design. The shared services design not only simplifies 
the division's structure, it also: 
• combines similar competencies into like areas; 
• places activities and functions close to the 
source to minimize organizational distance; 
Continued on page 2. 
Planning for the future 
H uman Resources (HR) is looking to the future to 
ensure that BCBSF has the skilled employees we 
need to meet our goals by addressing some of the 
significant workforce-related challenges facing the 
company. The national and Florida labor markets are 
we hire must have the skills and capabilities we need if 
the company is going to achieve its ambitious goal of 
doubling our business within the next five years." 
HR is addressing this critical issue by increasing 
its emphasis on competencies - knowledge, skills, 
tight, and the success and growth 
of company will be limited unless 
we develop alternative staffing 
methods. In addition, work at 
BCBSF is becoming more complex, 
and employees are increasingly 
being called upon to develop and 
use new skills. 
Human Resources 
can deliver value 
to the company. 
"It's crucial that we develop our 
existing workforce and ensure that 
we match the right applicants with 
the right position," says Brian 
•••••••••••••••••••• 
abilities and behaviors - the com­
pany will need in the future. It's 
also focusing on workforce devel­
opment programs to help execu­
tives and employees manage 
change. "With constant change, 
Human Resources can deliver 
value to the company by develop­
ing programs that help employees 
understand and manage change so 
they can be effective at their work 
efforts in support of the company's 
Mickley, director of the HR Service Center and Business 
Support. "Our current employees and the new people 
growth and profitability goals," says Kathy Orr, vice 
president of Program Development and Consulting. 
New HR model supports GBU structure 
Under the new Human Resources (HR) shared ser­vices organization, all areas of HRD provide a 
high-level of support to the geographic business units 
(GBUs). For example, HR integrators are now assigned 
to each of the GBUs to help with such issues as human 
resources strategy implementation and enhanced HR 
service levels. The integrators take information and 
issues to the GBUs and bring information back to HR 
Areas meet client needs 
Continued from page 3. 
HR Strategy, Planning and Policy 
HR Strategy, Planning and Policy focuses on the 
development of corporate-wide human resources strate­
gies and policies that help achieve business results. This 
unit also oversees HR divisional performance measure­
ments, reporting and analysis to facilitate management 
decision making on human resources issues, systems 
support in partnership with Information Technology, and 
planning and budgeting for the Human Resources group. 
4 
about the GBUs' needs for human resources services 
and programs. This enables HR to better understand 
the needs of the GBUs, provide them with better ser­
vices, develop new programs as appropriate and offer 
organizational development support as needed. 
In addition, HR will work with the GBUs on 
appropriate high-level action plans related to the 
GBUs' human resources needs. 
"These five areas help us better partner with the 
business areas and integrate our HR strategies with 
their strategies," says Catherine Kelly, senior vice 
president of HR. "Our business partners are now 
choosing the services they want us to provide and 
helping us design the programs they want. Not only 
is there increased involvement with our business 
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Glossa ry of terms 
• Geographic Business Units (GBUs): Organization 
Re-design established the geographic business units 
as the primary axis for the company's day-to-day 
operations. The GBU structure aligns key functions and 
accountabilities against geographic markets, allowing 
us to capture economies of scale and move key 
processes closer to our customers and providers. 
This is the tenth in a special series of Profile dedi­
cated to Organization Re-design. These Profiles focus 
on the re-design efforts of each business unit and 
· special projects under way as part of implementation . 
To date we've featured: Geographic Business Units, 
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